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Abstract

Results

Higher education institutions (HEIs) are increasingly competitive with their
peers in terms of student enrollments and student retention. By evaluating
successful HEIs, this research intends to expand scholarship associated with
barriers in incorporating traditional business practices into the standard
administrative practices of HEIs, such as increased customer service and
communication. This study uses qualitative research methods to deepen
understanding of why HEIs are not implementing more traditional business
practices. In addition, part of the research focused on better understanding
HEIs administrative leadership practices and their ability to incorporate
current business practices.

Introduction

Higher Education Institutions (HEIs) are increasingly competitive with each
other in attracting and retaining students. Part of the current trend in HEIs
is the changing demographics of the student population. Currently, there
are more non-traditional students, those over the age of 25, than there are
traditional students. HEIs are forced to evaluate their current
administrative practices to adapt to the change in student demographic to
remain competitive. Refer to Figure 1, Student Demographics.

•
•

Increase understanding of the challenges at HEIs in incorporating
standard business practices into their administrative practices.
To better understand current academic administrative practices, this
study explores current academic institutions’ administrative practices
and the ways to increase the effectiveness of academic institutions in
terms of student retention.
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Figure 1. Student Demographics
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Methods

• Use of qualitative study with a structured in-depth interview with a
phenomenology approach
• Criteria for study participants were head administrators from seven
higher education institutes
• Ten, structured open-ended questions were asked in one-on-one
interviews
• All interviews were conduced via Zoom and the use of auto-transcription
technology was employed
• Questions asked participants their amount of time spent in higher
education, gauging what level of understanding of the participants to
their current student demographics, methods in which their HEIs are
comparable to private HEIs and businesses, what leadership styles existed
at their HEIs, and what methods could be used to increase student
retention at their HEIs
• Interview data reviewed and analyzed using Creswell and Creswell (2018)
to outline a five-step process for analyzing data from a qualitative
investigation: 1) organize the data for analysis. 2) survey the entire data
set, 3) code the data. 4) verbalize themes, and 5) explain the importance
of these themes.
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Figure 3. Student Retention Practices

The finding of this study yielded centralized themes from the
nine participants. The range of years of participants in HEIs
was four years to 46 years with an average of 26 years in HEIs
(Figure 2).
The two themes produced from this study were
communication and customer service. The theme of
communication was associated with three of the ten
questions. Communication was an important part of the
head administrator's ability to deal with the changing
demographics of students and the need to be current with
traditional business practices to increase student retention
(Figure 3). The theme of customer service reference the
important of acknowledging that students are the central part
of HEIs. All HEIs discussions should be focused on addressing
customer service and how can HEIs ensure all employees of
HEIs understands the importance customer service in terms
of student retention.

Discussion/Conclusions

•This study aligns with current research that student
retention requires a greater understanding of student
demographics and communication to HEIs employees is
essential to ensure HEIs goals are being implemented and
understood.
•These findings highlight the importance of HEIs to be great
communicators to employees about the importance of being
nimble adapting current business practices and how students
must be the central part of all business practice in HEIs
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